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History 

The  Department  of  Parking  and  Traffic  was  established  through  voter  referendum  (Proposition  D)  on 
July  1,  1990.  The  creation  of  the  Department  consolidated  those  agencies  responsible  for  oversight, 
maintenance  and  engineering  of  our  City's  streets  and  on  and  off  street  parking  facilities.  Prior  to  this, 
the  functions  had  been  dispersed  among  a  number  of  different  agencies,  including  the  Police 
Department,  the  Department  of  Public  Works,  the  Department  of  Electricity  and  the  Tax  Collector.  In 
1994,  the  Citation  and  Administrative  Hearing  Division  was  created  through  the  passage  of  State 
Assembly  Bill  408  which  transferred  jurisdiction  over  the  adjudication  of  parking  citations  from  the 
municipal  courts  to  local  agencies.  In  2002,  the  Department  merged  with  the  Municipal  Railway  under 
the  umbrella  of  the  Municipal  Transportation  Agency.  This  merger  was  a  result  of  Proposition  E,  passed 
by  the  voters  in  1998. 

STRATEGIC  PLANNING  ELEMENT 

Mission  Statement 


The  Department  of  Parking  and  Traffic  is  an  agency  dedicated  to  enhancing  the  quality  of  life  for  the 
residents  of  San  Francisco  by  encouraging  the  efficient  movement  of people  and  goods  throughout  the 
City.  We  are  a  customer-service  organization  working  to  improve  traffic  safety,  management  and 
awareness  while  supporting  public  transit  and  offering  parking  opportunities  in  our  neighborhoods. 

Strategic  Outlook 

Provision  and  Priority  of  Service  -  The  Department  of  Parking  and  Traffic  has  a  variety  of  services  that 
it  must  provide  to  fulfill  its  mission,  such  as  the  evaluation,  installation  and  maintenance  of  traffic 
related  control  devices,  the  enforcement  of  traffic  regulations  and  the  resulting  processing  and 
adjudication  of  parking  citations.  Permit  services,  such  as  the  residential  permit  program,  were  created 
by  the  demand  for  controlled  residential  parking  and  will  continue  as  long  as  the  public  perceives  the 
continued  need  to  ration  public  street  space.  The  Department  has  a  mandate  to  manage  and  administer 
the  City's  parking  garages.  The  garages  are  assets  that  could  be  sold  by  the  City  at  some  future  date. 
Parking  and  Traffic  also  provides  subsidiary  services  that  provide  a  public  benefit  and  promote  safety 
but  are  not  mandated  by  any  law,  such  as  pedestrian  safety  programs,  bicycling  programs,  traffic  control 
by  parking  enforcement  officers.  These  discretionary  services  are  subject  to  changing  policy  priorities. 

Strategic  Objectives  and  Related  Budget  Needs  -  The  mission  of  the  Department  of  Parking  and  Traffic 
remains  a  balance  between  preserving  the  quality  of  life  by  facilitating  the  movement  of  people  and 
goods  in  the  City  while  preserving  safety  for  multiple  modes  of  transportation.  Our  two  most  pressing 
challenges  remain  the  ability  to  balance  the  requests  for  parking  enforcement  services  above  the  capacity 
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of  current  staffing  to  meet  existing  enforcement  priorities  and  the  growing  need  to  perform  preventative 
maintenance  on  traffic  control  devices  and  street  marking  in  an  era  of  limited  resources  and  declining 
budgets. 

Projected  Shifts  in  Service  and  Demographics  -  The  increase  in  diversity  of  languages  within  our 
customer  base  will  pose  a  challenge  for  clearly  communicating  and  enforcing  parking  regulations. 

Importance  of  Technology  in  Service  Delivery  -  The  expanding  use  of  the  Internet  as  a  payment  method 
has  the  potential  to  improve  customer  service  while  reducing  administrative  costs  at  our  customer 
service  counters.  We  are  planning  to  accept  hitemet  payments  for  residential  parking  permit  renewals 
and  towing  fees.  The  conversion  of  our  parking  citation  information  to  a  new  data  system  resulted  in 
dramatic  increases  in  revenue  collection.  The  re-bid  of  this  contract  will  pose  challenges  to  the 
Department  as  it  tries  to  assess  the  best  solution  for  service  and  revenue  collection.  Our  Traffic 
Operations  Divisions  are  still  in  great  need  of  better  data  collection  and  tracking  systems  for  required 
maintenance.  The  new  management  system  currently  in  development  for  the  Parking  Meter  Program, 
which  includes  asset  management,  work  order  tracking,  and  GIS  mapping  capability,  will  serve  as  a 
model  for  future  system  development. 

Forecasted  Changes  in  Revenues  -  Nearly  all  Parking  and  Traffic  revenues  fluctuate  with  overall 
economic  conditions,  but  the  effect  on  each  revenue  is  highly  variable.  The  demand  for  services,  such  as 
parking  garages,  are  more  sensitive  to  downturns  in  the  local  economy,  especially  in  retail  areas 
vulnerable  to  decreases  in  tourism  and  spending  of  discretionary  income.  Other  revenues  are  slightly 
less  variable,  although  even  smaller  revenue  sources,  such  as  street  closure  fees  and  residential  parking 
permits,  have  declined  with  the  economic  slowdown. 

Performance  measures  and  management  -  The  use  of  Performance  Measures  as  a  management  tool  is 
more  challenging  in  a  period  of  declining  resources.  Without  extensive  data  management  systems  to 
assist  in  the  development  of  measures  in  lieu  of  dedicating  our  limited  resources  to  manual  data 
collection  and  interpretation.  Parking  and  Traffic  will  not  be  able  to  improve  on  the  accuracy  of  the 
measures  currently  in  place. 

General  Goals  and  Objectives 

■  Advance  the  mission  at  all  levels  and  divisions  within  the  organization  by  focused 
communication,  involvement  and  recognition. 

■  Cultivate  security  awareness  and  preparation  through  drills,  training  and  improved  coordination 
with  transit  and  government  agencies. 

■  hnprove  safety  for  employees  and  the  public  by  training,  increased  awareness,  improved 
equipment,  facilities  and  traffic  control. 

■  Improve  the  movement  of  people  and  goods  throughout  San  Francisco  by  close  communication 
and  coordination  between  the  Municipal  Railway  and  the  Department  of  Parking  and  Traffic. 

■  Promote  professional  growth  and  development  for  all  employees  through  available  training 
opportunities. 
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■  Maintain  a  balanced  budget  and  build  a  foundation  for  long-term  financial  stability  through 
aggressive  pursuit  of  all  revenue  sources  and  improved  management  of  resources. 

■  Improve  customer  service  by  increasing  access  to  timely  and  accurate  information  about  all 
services  and  by  speedy  resolution  of  complaints  and  issues. 

■  hicrease  the  use  of  all  alternative  modes  of  travel  and  reduce  travel  time  without  increasing 
congestion. 

Goals  and  Objectives  -  DPT  Divisions 

Administration  and  Finance  Division  -  This  division  oversees  and  manages  the  Department's  programs, 
including  public  information,  budget,  finance,  contracts,  accounting,  payroll,  persoimel  services  and 
management  information  services.  Administration  assists  with  the  implementation  of  new  or  enhanced 
services  and  analyzes  existing  operations  to  improve  efficiency  and  provide  better  service  to  the  public. 
Primary  responsibilities  include  managing  the  annual  budget,  finances  for  the  parking  garages  and  the 
project  cost  recovery  system  for  Traffic  Engineering  and  Operations.  It  also  prepares,  issues  and 
monitors  contracts  and  manages  the  information  technology  needs  of  the  Department. 

Parking  Authority  -  A  State-chartered  agency,  the  Parking  Authority  oversees  the  management  of 
nineteen  City-owned  attended  parking  garages  and  twenty-one  off-street  metered  facilities  that  generate 
revenue  for  DPT,  the  San  Francisco  Municipal  Railway,  and  the  Recreation  and  Parks  Department.  The 
program  also  works  on  the  expansion  and  development  of  new  parking  facilities  to  ease  traffic 
congestion  and  promote  commerce  downtown  and  in  neighborhood  commercial  districts. 

Engineering  and  Operations  -  This  Division  designs,  directs,  and  manages  all  traffic  control  devices  and 
traffic  flow  systems  in  the  City's  surface  transportation  system  (excluding  Port  of  San  Francisco 
property  and  State  highways),  including  placement  of  traffic  signals,  signs,  traffic  striping,  curb 
markings,  and  parking  meters.  Special  programs  include  SFgo  (Intelligent  Transportation  Management 
System),  Livable  Streets  (Pedestrian,  Traffic  Calming,  Red  Light  Photo  Enforcement  and  School  Area 
Safety  Programs)  and  the  Bicycle  Program. 

Enforcement  -  ThQ  objectives  of  the  Enforcement  Division  are  to  mitigate  traffic  congestion  and 
promote  parking  turnover  and  safety.  Parking  Control  Officers  mitigate  traffic  congestion  and  ensure 
public  safety  by  manually  directing  traffic  during  peak  commute  hours  and  in  emergency  situations. 
Parking  turnover  is  created  by  the  consistent  enforcement  of  parking  regulations  and  results  in  available 
parking  in  even  the  most  densely  populated  areas.  The  Enforcement  Division  also  oversees  the  Adult 
School  Crossing  Guard  Program  responsible  for  facilitating  the  safety  of  children,  other  pedestrians  and 
vehicles  at  busy  intersections  near  schools. 

Citations/Residential  Parking  Permit  —  This  division  is  responsible  for  payment  and  processing  all 
parking  citations  and  residential  parking  permits.  The  Division  maintains  sole  authority  for  the 
administrative  review  of  any  citation  protest  and  provides  individuals  the  ability  to  pay  or  fairly  protest 
the  citation  and  provides  information  and  customer  service  to  persons  who  are  in  the  process  of 
protesting  or  paying  citations. 

Hearings  -  The  Hearings  Division  maintains  sole  jurisdiction  over  the  second  level  of  review  for 
parking  citations  and  vehicle  tows  as  mandated  by  the  California  State  Vehicle  Code  and  the  San 
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Francisco  Traffic  Code.  Hearing  Officers  provide  fair  and  impartial  hearings  in  an  expeditious, 
consistent  and  user-fHendly  manner. 

CUSTOMER  SERVICE  ELEMENT 

Each  Division  of  the  Department  of  Parking  and  Traffic  responds  to  a  different  customer  base  and  as 
such,  has  different  processes  in  place  for  providing  and  monitoring  customer  service.  In  addition,  the 
Department  as  a  whole  provides  representation  at  numerous  community  and  neighborhood  organization 
meetings  throughout  the  year  to  provide  general  information  and  address  specific  issues  or  complaints. 

Administration  and  Finance  Division  - 

The  Division  forwards  all  customer  complaints  and  requests  to  the  appropriate  division  for  response  and 
follow-up.  Staff  is  currently  in  the  process  of  evaluating  the  referral  process  to  enhance  tracking  and 
monitoring  of  all  requests  to  ensure  and  timely  and  appropriate  response.  This  Division  also  maintains 
the  Department  website  and  ensures  that  accurate,  useful  and  timely  information  is  posted  to  provide  the 
public  with  an  understanding  of  the  full  scope  of  DPT  services. 

Parking  Authority  - 

Staff  conducts  monthly  performance  reviews  at  each  city  owned  garage  to  evaluate  the  operator's 
compliance  with  terms  and  conditions  of  their  contract  and  to  assess  customer  service  and  satisfaction. 
The  evaluation  includes  the  following  six  functional  areas: 

■  Compliance  -  Monitors  garage  operator's  compliance  with  various  maintenance  and  safety 
review  requirements. 

■  Responsiveness  to  the  City  -  Measures  the  operator's  effectiveness  and  timeliness  in  responding 
to  and  implementing  requests  for  special  programs  or  community  related  issues. 

■  Employees  -  Rates  the  operator  on  employee  appearance,  courteousness,  effectiveness,  skill  and 
willingness  to  assist  the  public. 

■  Services  -  Evaluates  the  effectiveness  of  the  operator  in  suggesting,  implementing  new  and 
enhanced  services,  including  responding  to  customer  complaints,  reducing  damage  claims  and 
increasing  vehicle  retrieval  times. 

■  Marketing  -  Rates  operators  on  the  ability  to  create  and  implement  a  marketing  model  that  meets 
the  community  needs. 

■  Customer  Surveys  -  Requires  each  operator  to  provide  patrons  with  a  comment  card  to  solicit 
input  and  feedback  on  the  service  provided  at  each  garage.  Comments  are  tabulated  and 
monitored  by  Parking  Authority  staff 

Engineering  and  Operations  - 

■  Engineering  -  Complaints  or  requests  that  involve  traffic  or  parking  problems  or  issues  that  may 
require  traffic  or  parking  controls  or  other  interventions  are  the  province  of  Traffic  Engineering. 
All  requests  are  logged  in.  Most  requests  require  some  research  to  define  the  problem  and  its 
impact.  This  may  include  extensive  field  observation  and  data  collection  and  analysis  of 
accident  statistics.  Much  of  the  remedial  action  must  be  enacted  through  quasi  legislative 
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processes  requiring  public  notice  and  hearings  and  extensive  input  from  the  pubHc  or  other  City 
agencies.  Temporary  controls  are  implemented  immediately  for  urgent  safety  matters  while 
permanent  measures  are  developed. 

■    Operations  -  The  sources  of  complaints  made  to  the  shops  are  the  general  public,  Citations, 
Enforcement,  the  San  Francisco  Police  Department,  other  City  agencies,  Traffic  Engineering, 
and  the  Executive  Director.  Those  complaints  that  call  for  repair  or  replacement  of  existing 
traffic  controls  are  handled  at  each  shop.  Those  requests  that  require  new  or  modified  controls 
are  sent  from  Traffic  Engineering. 

Direct  requests  are  logged.  Those  that  involve  safety  (Signal  and  Sign  Shops)  are  dealt  with 
within  24  hours.  Those  that  do  not  raise  safety  concerns  are  prioritized  chronologically  and 
addressed  as  time  and  budget  permit. 

Enforcement  - 

The  Enforcement  Division  handles  hundreds  of  complaints  or  requests  for  services  each  week.  The 
Dispatch  center  receives  and  logs  in  each  call  and  responds  as  resources  allow.  Ongoing  issues  are 
forwarded  to  management  staff  for  follow-up  and  response.  Complaints  related  to  employee  conduct  are 
forwarded  to  the  Division's  CITED  program  (Complaint  hitervention  Team  -  Enforcement  Division)  for 
review  and  response. 

Citations/Residential  Parking  Permit  — 

When  a  customer  complains  about  the  service  provided  by  an  employee  the  complaint  is  referred  to  the 
employee's  supervisor  for  resolution.  If  the  complaint  is  in  writing,  a  copy  of  the  complaint  is  given  to 
the  supervisor  and  employee  for  response  before  a  formal  letter  is  written  to  the  complainant  addressing 
their  allegations  or  concerns.  A  copy  is  then  placed  in  the  employee's  persoimel  file  for  future  reference 
when  preparing  their  Annual  Performance  Appraisal.  Written  complaints  and  inquiries  forwarded  to  the 
Division  by  the  public,  the  Executive  Director's  office,  the  Mayor  and  the  Board  of  Supervisors  are 
responded  to  within  ten  working  days. 

Hearings  - 

Claimants  at  in-person  hearings  are  provided  complaint  forms  if  they  raise  concerns  about  the  conduct 
of  any  DPT  employee  (including  a  hearing  officer).  These  are  referred  to  the  appropriate  division 
supervisor  for  follow-up  and  response. 

Substantial  information  about  the  California  Vehicle  Code  and  the  San  Francisco  Traffic  Code  is 
conveyed  to  the  public  during  the  hearing  process.  Written  hearing  decisions  often  provide  additional 
information  to  help  the  claimant  understand  how  the  citation  and/or  tow  came  about  and  how  to  avoid 
similar  circumstances  in  the  future.  Providing  procedural  information  on  the  telephone  is  a  large  part  of 
the  duties  of  the  Division's  two  clerical  employees. 
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Performance  Measures 

Traffic  Engineering  and  Operations 

Goal  -  To  investigate  and  respond  to  all  requests  for  changes  to  traffic  or  parking  controls  from 
the  public  or  other  governmental  agencies  within  90  days 


FY  2001-02             FY  2002-03  FY  2003-04 

Actual  Actual  Target 

Measure:  Percentage  of  requests  for 

changes  responded  to  in  less  than  90      70% 

days 


This  measure  was  updated  this  year  to  accurately  reflect  the  evaluation,  survey  and  review  that  is 
necessary  to  thoroughly  respond  to  each  request.  In  addition,  colored  curb  requests  were  separated  from 
the  measure  of  previous  years. 

Goal  -To  investigate  and  respond  to  all  requests  for  colored  curb  designations  within  30  days  of 
receipt 


FY  2001-02             FY  2002-03  FY  2003-04 

Actual  Actual  Target 

Measure:  Percentage  of  colored  curb 

applications  responded  to  within  30      90% 

days. 


This  measure,  as  stated  above,  has  been  separated  from  total  engineering  requests.  Colored  curb 
designation  is  a  fee  for  service  provided  by  the  Department  of  Parking  and  Traffic  and  is  fundamentally 
different  from  general  fraffic  engineering  requests. 

Goal  -  To  repair  broken  meters  within  48  hours 

FY  2001-02  FY  2002-03  FY  2003-04 

Actual  Actual  Target  

Measure:  Percentage  of  reports 

received  and  repaired  within  two  50%     

days. 

DPT  has  recently  completed  a  city-wide  conversion  to  all  electronic  parking  meters.  There  is  not 
sufficient  data  available  at  this  time  to  establish  a  new  measure  reflective  of  the  new  equipment.  A  new 
measure  will  be  developed  this  fiscal  year. 

Goal  -To  respond  to  complaints  of  hazardous  conditions  within  24  hours  of  notification 

FY  2001-02  FY  2002-03  FY  2003-04 

Actual  Actual  Target  

Measure:  Percentage  of  hazardous 

sign  conditions  responded  to  within       87%  88%  88% 

24  hours. 
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FY  2001-02             FY  2002-03  FY  2003-04 

Actual  Actual  Target 

Measure:  Percentage  of  hazardous 

signal  conditions  responded  to  within      77% 

one  hour. 

The  time  line  on  this  measure  has  been  revised  from  24  hours  in  previous  years  to  one  hour  to  reflect  the 
urgency  of  signal  repair. 

Goal  -  To  maintain  traffic  signage  and  lane  lines 

FY  2001-02             FY  2002-03             FY  2003-04 
Actual  Actual  Target 

Measure:  Percentage  of  goal  met  - 

541,200  feet  oflane  lines,  bus  zones,     100%  100%  90% 

or  crosswalks  painted  per  year. 

Due  to  budget  reductions,  the  target  for  next  fiscal  year  has  been  adjusted. 
Enforcement  Division 

Goal  -  To  respond  quickly  to  traffic  impediments 


Measure:  Percentage  of  driveway 
tow  requests  responded  to  within  30 
minutes. 


FY  2001-02  FY  2002-03  FY  2003-04 
Actual  Actual  Target 

Measure:    Percentage  of  abandoned 

automobile  reports  responded  to  85%  87%  87% 

within  48  hours. 

Citations/RPP  Division 


Goal  -  To  reduce  customer  waiting  time 

FY  2001-02  FY  2002-03  FY  2003-04 

Actual  Actual  Target  

Measure:    Average  wait  time  for 

walk-in  customers    60  50 

DPT  is  in  the  process  of  implementing  changes  to  service  delivery  in  the  Citations/RPP  Division  that 
should  reduce  the  waiting  time  for  customers. 


FY  2001-02  FY  2002-03  FY  2003-04 
Actual  Actual  Target 

Measure:    Average  number  of  days 

to  mail  parking  permits  after  receipt      16  16  16 

of  application. 
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Hearings  Division 

Goal  -  To  reduce  customer  waiting  time. 

FY  2001-02             FY  2002-03  FY  2003-04 

Actual  Actual  Target 

Measure:    Average  wait  time  in 

minutes  for  an  administrative  or  tow      20  20  20 

hearing. 
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